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[Title Of The Invention] 

Customer Support System Using The Internet 

[Abstract] 

[Objective] 

It is one objective of the present invention to 
provide an innovative and improved customer support system 
whereby an operator can cope with a problem for a product, 
which the operator can handle, without depending on an 
after-sale service. 
[Means For Resolution] 

A customer support system, which via the Internet 120 
provides a service for a predetermined product, comprises: 

a customer support server 110, for storing a customer 
support engine 112 and for providing a service for a 
predetermined product, and a database 114, in which 
information associated with the product is stored; 

a user computer 140, connected to the customer support 
server 114 via the Internet 120, 

wherein the customer support engine 112 includes a 
gate page 300, which serves as a homepage for the customer 
support system and provides a customer support service 
menu, and a service page, which provides a customer support 
service corresponding to the menu selected on the gate page 
300, and includes, at the least, usage guidance for the 
product • 



[0022] 



As is shown in Fig. 1, the customer support system for 
this embodiment , which includes the use of the Internet/ 
comprises: an Internet host 100 , a customer support server 
10, connected via the Internet host 100 to the Internet 
120, and a user computer 140 connected to the Internet 120 
via Internet communication means, such as a modem 130, to 
access the customer support server 110* In this 
embodiment, assume that the product to accept the service 
is a computer. 
[0023] 

The user computer 14 0 can be connected to the Internet 
120 via a common Internet connection device, such as a 
modem or a private network line, and can be connected, via 
the Internet 120, to a customer support server 110. With 
this system, the operator can access the customer support 
server 110 via the Internet 12 0, and can receive after- 
sales services based on a variety of information provided 
by the customer support server 110. 
[0024] 

The customer support server 110 includes: a customer 
support engine 112, for providing a customer support 
service for the personal computer; and a database 114, in 
which the personal computer related information used by the 
customer support engine 112 is systematically stored. As 
is shown in Fig. 2, the customer support server 110 
comprises a CPU 1, a ROM 2, a RAM 3, an HDD 4, an 
input/output device 5 and a communication device 6. A 



common computer interconnected to a system bus 7 can be 

used. 

[0025] 

As is shown in Fig. 3, the customer support engine 112 
includes a gate page 300, which is a home page, a usage 
guidance page 310, a download page 320, an FAQ page 330 and 
a windows 95 page 340. The customer support engine 112 is 
software for executing customer support. 
[0026] 

The gate page 300 is the homepage of the customer 
support system, and the menu of services provided for the 
operator is displayed. As is shown in Fig. 4, thie gate 
page 300 includes a window name window 400, for indicating 
the window name, a tool bar window 410, for displaying the 
menu of a work tool relative to the window, a work window 
42 0, for providing, at the least, a menu of customer 
support services, a screen scroll bar window 430, for 
scrolling the screen of the work window 420, and a window 
task bar window 440. 
[0027] 

The usage guidance page 310 is a module for providing 
guidance for personal computers models, methods for using 
various devices associated with the personal computers, and 
technical reference materials for the devices. As is shown 
in Fig. 5, the usage guidance page 310 includes: a model 
menu screen 312, for displaying the menu of a product 
model; a specification screen 314, for displaying the menu 
of details, such as the specifications for product models; 



a usage guidance service portion 316 for providing the 
usage method, and technical reference material for a 
selected device • As is shown in Fig. 6, personal computer 
model types the operator can select are displayed on the 
model menu screen for displaying the model menu screen 312. 
[0028] 

When the personal computer model is selected on the 
model menu screen, as is shown in Fig. 7 , the menu screen 
is displayed for details for selecting the specifications 
for a selected personal computer model and for selecting 
various devices associated with the personal computer. On 
the menu screen for the detailed entries, the front and 
rear faces of the system of the selected personal computer 
model, the external system appearance of the main substrate 
and the switching and setting hardware devices, such as a 
CPU, a memory, a video/audio card, a CD-ROM, an HDD, a 
modem, a communication related article and a software 
collection, and technical information related to the 
software are provided as graphic information and text 
information. For example, as is shown in Fig. 8, a screen 
is displayed on which the information for the front face of 
the system main body is provided as graphic and text 
information. 



